*m, Q3&MUSATKM & M£NAG3MI;NT SUPS 




i rjirrs 


~>Vl* 'S'! 


BSFMTMHfF OF T0IJFI3M 


MINISTRY OF TpUHISM & CIVIL AVIA3I0N 



INDIJIN 


XNSTI YUTJ OF PUBLIC JlZMlE IS FETICH 

INLSiiP Ei3 72.L 33 7/&E , FIN 3- 30E3 , 

N3I7 E31EI - 1. 



1 



G 0 IT 


T SI N T 3 


r ASS No. 


I N TEQSUC T I ON 


l - v 


I. FE03ISCTS FOE INDIAN TOURISM 


i - 11 


1 1 . PROPOSES ORGANIS ATION 


:1S - 39 


III. TOURISM - /. M/JNRTINS ©FBEETIOI 




78 


IV . E3GRUITJ .ENT, TSAI HUT • 

: r r • . rr* ^ TT 5 - to o* r7n m t art 

0, : : ~j' tw ~ -i rv.w x JL L'-'i 


79 - 39 


V. APPENDIX 


97 


# * * 




INTRODUCTION 


■ Tourism has proved, itself to be the world* s 
largest aid fastest growing industry, hut its significance 
has only been fully recognised in recent years. By setting 
up the Department of Tourism in 1958 and including tourism 
planning in the overall National Plan, from the Second Plan 
period, the Government of India showed great foresight, • As 
a result , Indian representatives have in the last decade 
played a. significant role in obtaining international recog- 
nition for tourism as an industry. 

2, After vigorous action to establish a headquarters 

org .an is at ion .and field offices at home and : abroad, the 
Department has in the last five years found it difficult to 
grow fast enough to keep h- ; ce with the dramatic developments 
in the international • tourist : market sna the steadily 
increasing flow of tourists. The pattern of the organisation 
remained relatively unchanged and until Imaginative action 
was taken to evolve a closer working relationship with Air 
India in Europe , no net; .offices were opened. Even the 
creation of m independent Ministry of Tourism & Civil 
Aviation on 31st March, 1S67, had little real impact on the 
organisational framework of the Department, The major 
advantage this gave was that tourism now had a voice in the 
highest counsels of the nation. 



IX. 

3. As a result of difficulties in arriving at a 

proper assessment of the type of organisational structure 
and a proper staffing pattern for the Sep arisen t of Tourism, 
Government of India in March, 1969, requested the Indi m . 
Institute of Public Administration to conduct "a survey. of 
the present work flow, .staffing patterns and management 
.techniques" and after con dieting the survey gad analysing 
the data, to submit a report "making recommendations on 
the modifications which should toe made in the staffing 
pattern, recruitment rules, training facilities, methods 
of work and relationship with other agencies so .that the 
objectives of the Department are best"' achieved .with particular 
reference, to publicity and 'promotional aspects of work and 
co- relation with various public and private agencies" . 

4. In pursuance of .this , the Survey Team of trie 

Institute commenced the Survey in the last week of March, 

1969. The Teems 

(i) obtained and read through background data 
on existing organisational structure and 
functions ^ Appendix l) and various reports 
etc. on the activities of the Departments 

(ii) ■ held extensive discussions with officers 
o f the Department f 

obtained comprehensive itemised statements 
of the various functions performed by the 
officers and made extensive .case- studies j 




(iii) 



ili. 

(iv) visited the E,e gional Offices at Bombay aad 
Delhi an d. the field office at Jaipur? and 

(v) held discussions .with some of the leading 
,. hoteliers , travel eg ante , Directors of 

Tourism Maharashtra ■ m & Madhya Pradesh and 
with the Manning Director of the India Tourism 
Development Corporation. . . • • 

5. Based on the analysis o f the data collected and the 
discussions- held, , the team drew- up tentative conclusions. 
Before finalising, the recommendations, the tentative 
conclusions were discussed in a series of meeting with 
the officers concerned at the headquarters. 

6, The IIP A Team has looked ; at the - problem of the 
adequacy of the present o agani sat ion al .structure and 
functions o f the Department from the widest jjerspeetive 
of world tourism rather then the narrow dimensions of the 
existing governmental structure. For this reason we. 
secured the counsel of a world- recognised tourist expert, 

Mr. TvJ'.O. ''Driscoll, who piloted the spectacular -success 
of the Irish Tourist Board es its Director-General. 

The I IP A also had the benefit of the advice from 
Prof. Erishn ay a , Indian Institute o f Management , Ahmedahed, 
on formulation of the problem in drawing up the general 
framework of the report. 



The Consultancy Tea® when initially constituted 

in March i960 was composed, of folio mt- 

Shri V.S. De si-sac her! ... Consultant 

Sr. S. F. Versa ... Senior Soso arch 

.Associate 


Siiri S.S. Bhardwaj 
Shri 3.C. Bhasin 
Shri E. B. Puri 


Analyst 

Analyst 

Eesearc'h Officer 


Shri Sesikachari , who headed the Consultancy Team, 
was recalled by his parent Department in September 1969, 

Before he left, much data had been collected and analysed. 

With lis wide sn d long experience of the use of work study 
and other techniques for streamlining and' improving 
administrative- organisations, Shri Desikachari provided the 
Consultancy Team with insights into matters of administrative 
details. • After Shri Besikachari’s departure, Dr. S.P. Verma, 
under the overall guidance of the Institute’s Director 
(Sr. J.N. Khos 1 a) , shouldered the responsibility of finalising 
the report from the wider perspective of achievement of 


organisational goals. The Consultancy Team wishes to place 


on record its high appreciation of the invaluable guidance 


end assist ©no e 


received, from Siiri S. if. Roy, Director General 
of Tourism. The Team is also indebted to other officers of 


the Department for the unreserved cooperation extended l 
them. It would like to thank cs well colleagues in the 
Institute and its Director (Br. -J-. If. 
si on ail help given from time to time. 


Kh osla) to r p to f ©s - 




TZS IH3L1 I1ETIOTT3 OF PUBLIC 'EIIiTIS TELTIOM 
lUBEjiPEiS THL 3S IL1TE , 
lj 3 t' bSUzil-i 

Grans 1 '/JMJ 1 ST- 
Phone s 272501 

July 9-, 1970. 

Beer Br. Keren Singh? 

I tsre such pleasure in forwarding the fine! 
report of the IIFL Consultancy . Tessa on Organisational 
and Management Survey of the Department of D carls si, 
Government of India. We . have not made any change in 
the final dr eft submitted to you earlier along with 
ay letter dated 30th March, 1970. 

2. We hope that the reorganisation .proposals 

contained in this Eeport would he feus a useful by the 
■ Government for attuning the Id mini si rat ive sot up of the 




Director-General that sc tie 


With hind regards , 


rg an i s st i caal 

,r> p * . 

f tourisa in 1 

[:idia. 

gl sd to learn 

. fro.a 

our proposals 


th e Go vs xr i :c en t. 

Y ours 
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Uv-nos I a 


'-c 


Dr. Keren Singh, 

Minister o £ Tourista & Civil Aviation, 
Gove ms ant of India, 

IIS 77 DELHI. 




CHAP TEE I 


PROSPECTS 70E IITBIJH TOUEISM 


Tourism es a factor of international trade has 
reaclieG such dimensions that in 1968 it grossed $ 14 
billion, roughly twice that of the worlds oil industry* 
Although this is relatively new phenomenon, its growth 
will -continue as paid holidays lengthen aid incomes rise. 
A country lile Italy with a long tourist tradition now 
earns roughly f .1.6 billion ’annually. In recent years , 
■dramatic increases in tourist traffic have developed in 
Spain, which now annually earns about $ 1.3 billion. 


U.S./i. receives the largest earning from touri 


-3 H rfr f?. 


I l.i 


billion in 1967, with tourism gp the 2nd largest foreign 
exchange earner coming only after the export of 
cars at $ 8.2 billion. Sire (population about 3 million) 
earned roughly £ 100 million sterling in 1969. 

2. International tourism is still largely between 

developed nations but there are hopeful signs of a steady 
increase in visitors to developing countries end, as 
Dr. T. J.O 1 Driscoll* s' report "Organising for Tourism" 
indicates, tourism provides a positive flow of money 
from the developed countries to developing and from more 
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developed regions to less developed regions sit bin the 
country. In India, recent statistics, obtained: from a 
sample survey by the Indian Institute of .Public Opinion 
indicate that the average tourist spends 42.1$ cn board 
and lodging, 28.2$ on shopping, dad 26.3$ on internal 
transport. But this only represents direct expenses. 

The major benefit to an economy coses both from direct 
foreign exchange earnings and, less tangibly though 
perhaps more significantly, from the turnover- of tourist 
exp en di tu res. 

The Multiplier Effect 

3. 1c cording to a recent U.S. Department of Commerce 

estimate, a tourist 1 s -.payment ivill change hand more then 
three to four times. The cause of this turnover is clear. 
'Then a. tourist buys fa silver necklace, the merchant 
orders a replacement. The necklace maker buys more silver 
in the. market. As more tourists buy, merchants' employ 
ne vi hands . As employment increase , tea. shops , .food stores , 
and cloth merchants get increased business, tourist's 
rupee, once spent, had a .multiplier effect. His spending 
becomes a boon not only to cottage industries hotels, 
transport, restaurants aid stores but also to T sorhors z$i& 
their families. 



essentially on 


The actual multiplier depends 
the extent of local expenditure and is related, to either 
the independence of a particular economy or the restrictions 
imposed on imports. For Pakistan an lUQTO study' places' the 
tourism multiplier figure at 3.3. The Tourist Department's 
adoption of 3.5 as India’s multiplier is appropriate hut 
perhaps on the low side. 

4, In India, as has' been demonstrated, in other 

countries, tourism can become a major source of foreign 
exchange and an important factor in generating employment 
and income in non- indust rial areas, md in those with 
limited commercial opportunities. This .. would help achieve 
our national objectives .of development of remote areas and 


promo te soc i ai 

equilibrium. 

Cl a 

ariy , 

touri de 

i lias to be 

recognised as ; 

a key industry 

in 

the n : i 

at ion d 

aeon ony . 1' ourism 

has already contributed sign 1 : 

Lfic 

gntly 

towards 

> bridging 


the foreign exchange gap. In : 1969, the encouraging figure 
of 245,000 tourists, representing a '30$ 'increase over 1988, 
earned Bo. 33.11 crores. 

Meed for improvement 

5. Unfortunately India has not done as -.cell e..o some 

other countries in the keen struggle to attract foreign 
visitors. Uhile world tourist expenditure increased 24% 


from 1358 to 1967, India’s share in this fell 
in 1958 to 0.24$ in 1S67, On the other am 3, 
like Yugoslavia and Greece he tween 195 2—62 Inc 


fro 3 0.6. 
conn trie 

1 y»Q 3 Sd- 


7 $ 
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their share by ?bcut 900$. 

6. Wh afc is the • reason, for India's poor showing? For 
raosi foreign tourists a visit to India is ho re like 
pilgrimage than a holiday. , accept- for the all too few 
exceptions, accommodations are spartan, recreation United, 
food undistinguished, end goods end services range fron 
fair to good. Present facilities and 'services mist he 
improved and as the number of tourists increases, accomno- 
dation must he increased" rapidly end improved. Tourism 
is more then people Vi siting other countries, jk tourist 
holiday is compound* purchase of travel , aceoano dntion, 
catering, entertainment and other items. 


7. 11 though there is aggressive competition among 

nations to attract foreign, visitors, there Is as yet no 
complete comprehensions ox all the factors guiding his 
purchase's and itinerary. However, it is becoming apparent 
that a country that wishes to do well in the tourist trade 
must identify what these travellers want, provide what 



sell its 


they want sad than aggressively promote- an 
attractions and facilities. One factor that a arise t 
research has identified is that tour! sts ;/art a holiday 
feeling? a sense of adventure and visiting :n3i places, and 


■a ■ de sirs to get -away from day- to- day c ares: 
India’s v arious re gu 1 at ions on d restricti o: 
conducive to this . Only a sore pregnat ic 
dynamic programme can win India its right f 
highly competitive world tourist market , a 
on consumer (tourist) satisfaction identif 


.an d snxitiee. 
ns are root 
gptroeeh and a 
ul piece in the 
i .programme based 
led .through 


market research, development of services' and facilities 
to meet tourist wants, end sound marketing, procedures . 


Promotion of Tourism 


8. The original plan projection prepared by the Department 

for the Draft Fourth Five-Year Plan on Tourism was calculated 
on the b jsis of 600 ,000 tourists' by 1973 as this was the 
policy target fixed. 'However, a later projection brought 
this down to 380,000 tourists. Lastly, a Boeing survey 
for South Hast Asia arrived at e figure for India of 
416,000 visitors by 1973. Separately , the Hotel Zieview 
and Survey Committee, 1967, estimated 600,000 tourists 


by 1978 and tossed their projections on required hotel 
rooms on this figure. Following substantial cuts in 
plan allocations to Ss.' 25 crorec, the Department revised 
its targets and again adopted a target of 400, 000 tourists. 

9, lie consider that given the proper organisational 

structure and emergency planning for increased facilities, 
India could readily reach the Boeing projection 416 ,0.00 
visitors by 1973 and indeed exceed it. Based on the 
. estimate calculated by the Institute of Public Opinion 
with an average tourist now spending about Es. 1,360 here, 
India would earn Ss. 55 crores in foreign currency in ' 
1973, This would be further augtaanted by income from 
Air India ticket sales. 

■10. In c ourttries like Mexico end Spain tourism: represent 
between 45 and 50$ of the total export earrings and even 
in the 5.3. A. and 3.31. e minings from tourism of and 2nd. and 
4th respectively in order of export ■e.arnings , whereas in 
India tourism is progressively decreased from 6th in 1966 
to 12th in 1967 and 13th in 1968. hopefully', 1969 -111 
mark a new upward trend. 
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The Tourism Organisation 

11. The first premise for increased tourist traffic 
nust necessarily he adequate technical facilities to 
receive then. In addition, the required targets can 
only he reached if the national tourist organisation 

has all the necessary resources, competent staff, adequate 
funds and the necessary freedom to operate, 

12. The present, annual, budget of the Department of 
Tourism is Rs. 2,36 ,60,000. Of this roughly Be, 1 crore 
is spent on tourist publicity, end roughly Bs. .65 v'eslahh's 

on the Tourist Offices abroad bringing the total promotional 
budget to roughly Es. :,1.65 crores, of which roughly Bs. 1.2 
crores is in foreign exchange. The overall figure 
represents about 5 % of the foreign : ore h-sigo earnings, .or 
the minimum acceptable requirement in more developed 
economies. However, if the number of tourists has to be 
increased from 245, OOG in 1969 to 416 ,000 by 1972 , 

Government must plan to increase the promotion budget 
accordingly. Since this is the .beginning of a major 
tourist promotion, and higher promotional expenses' ‘are’ 
inevitable- - in the initial stages, at least 10% of the 
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foreign exchange earnings through tourism could be 
made avail able for the promotional, effort, quite 
apart from other urgently expenditures internally, to' 
strengthen the organisation to cope 'with '.this increased- 
promotional effort. t 

/. ‘Quality Programme 

13. Estimates of the increase in tourism over the • next 
decade are staggering. Air travel the world over has 
been growing on an average -13.5$ a year since 1961, 
according to It'S A and the volume is expected to double 
by 19T0, triple by 1975. In „ .the coning decade with the 
introduction of Jumbo Jets , traffic to India would also 
increase. Given the proper ..proportional selling efforts 
and emergency action to provide what is called the tourism 
infrastructure , it should: be possible to reach a ic 
target of 500,000 tourists by 1973, if not actually come 
close to the original target of 600,000 tourists. However, 
additional funds would bo needed for & programme of quality. 

14, Equally important, Indian Tourism marketing should 
be directed towards potential tourists of quality - those 
likely to stay longer and to spend sore. In view of the 
potential growth of tourism in the coming years, the 
national tourist organisation should be one which is 


capable o f tackling an 4 cop lag : ;r/ith the multitude of 
problems, keeping in vi ew the broad objectives and. the 
gods of tourism development in this country. 

In a nutshell the objectives to be kept in view 
woul d be i 

a. to promote visits of aasiaua number of foreigners 
to India to enable it to o&m as much foreign 
exchange as possible; 

b. to develop a suitable organisational pattern 
which would make a break from the traditional 
ways of running the government department and 
adopt a sore positive and dynamic marketing 
and promotion approach in India end abroad; 

c. to structure various schemes of the organisation 
in such a way which, would provide for flexibility 
of* action, quick decisions, innovations and the 
capability to compete vigorously in . the highly 
competitive international tourism industry; 

d. to locate, obtain and retain the services of the 
best talent needed for the development and 
implementation of the tourism programme 
unencumbered with various routine procedures 


and rules . 



e. to pay the nee* professional staff salaries 
connen surat e with their exilities sad expertise 
and lucrative enough to attract such personnel' ,j; 
froa whichever avenue they are obtainable ? 

f. to develop "products” ‘which would attract foreign 
tourists to this country and to tafce vigorous 
measures in finding out ‘potential merfcet and 
selling the products j 

g. to obtain financial latitude within the" budget 
provision which will accelerate developmental 
programmes on an emergency basis 5 and 

h. to establish and develop close and continuous 
working relationship with - all segment s of 
tourism industry whether in public or private 
sector. 

15. In order to achieve these objectives, India should 
give top priority to the develops eat of tourist facilities 
in the country and the promotion of foreign tourism. Only 
a forward-looking, research-based, end result-oriented 
modem organisation with best available professional staff 
can do the job. To attract the best personnel in the field, 
Pay and facilities at commercial rates have to be offered. 
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16. The recommendations that follow i a the subsequent 
chapters ere aimed towards building this programme of 
quality over the next few years. The benefits of such 
a qu elity p ro grasnae wi 11 coat ribut e'signlflc ant ly to 
accomplishment of India’s long range social and economic 
goals. 



- FB0P033D ^3/^137^1011 

IT . ' She -major problem on which the Study Team gave 
considerable attention is whether the Department of 
Tourism’s present organ is at ion el structure is suited 
to operate a quality programme for attracting tourists 
in the world’s most competitive market. The -emergence 
in 1967 of the new Ministry of .Tourism. & Civil Aviation 
brought about greater understanding en d cooperation 
between almost all the organisations involved in dealing 
. with the tourists : the- two national airline corporations 
and the Tourist and Civil Aviation Departments . But the 
government el framework in t?hich the Tourist Department 
operated has not shown the necessary flexibility to meet 
the kaleidoscopic -oily changing tourism market. 

18. 77h at was pji imaginative orgsniset tonal set-up in 

the initial stages before- tourism became a. major world 
industry, could have scant virtual stagnation for Indian 
tourism, but for the dedicated work of a snail handful -of 
people • in the Tourist Department, The tasks is now too 
big. There ere too many bottlenecks - organisational .and 
procedurals and the position of the tourism department as 
>ji attached office has hampered its capacity to handle the 



desired, accelerated growth of tourism and to fulfil pl-an 
targets . The shortfalls in ejroenditure 'luring the 2nd 
and 3rd plans ©re an indication that the present 
structure- and procedures are not adequate to cope with 
the in ere as in gnu she r of foreign visitors, and to provide 
then with necessary facilities, 

19. In some instances the Director General of the 
Department has' been handicapped bee ms e of financial 
stringencies imposed on him by the system of jlssoci ate 
Finance. This leads to curtailment of his freedom of 
action, and prevents him from being an effective Head 
.of -the organisation in pushing through his plans and 
proposals. Important policy matters of the Department 
have to be processed in the Ministry. 1 very vital 
question is.f?hether on such natter the Director General 
as the Head of the organisation has direct access to 
the Minister to advise hin. It seems that the Secretary 
of the Ministry at present acts ©s an into me diary. This 
poses the -problem of authority and responsibility. The 
Director General is responsible for the activities of 
the Dep artnent , but it is doubtful whether he possesses 
all or even adequate final ssithority. 
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In view of the magnitude end dimensions of the 
global tourists explosion now and anticipated in the 
coming decades , ,ys feel that the problem of. evolving 
an organisational structure suited to modem promotion 
and marketing methods requires a; ^fundamentally different 
approach. India needs: a tourist organisation which sill 
take vigorous and effective measures to sell a competitive 
’product* throughout the markets of the world. 

Bep ertment ’ s C oaaent 

21. We agree generally with the Department’s thinking 
in regard to the present organisational structure es 
refl octed in its note to the Estimates Committee in 1969}- 
M It is the. considered view of the Department that 
the present orgamis otional set-up .has. in the past 
decade proved that it is not properly equipped to 
handle an area as potentially vital to the national 
economy oS tourism. The question of reorganising 
the structure has been discussed in ...many aspects 
without finding; a really satis factory formula. 
However, as the commercial aspects seem, to ' 
have predominant priority, the India Tourism Deve- 
lopment Corporation hah been, completely -reoriented 
end 3.o organised as to ensure that progressively the 
overall purely commercial aspects show a profit". 



"The promotional side has bene fitted from this 
reorganisation but as the operations ere not. 
directly profit-giving , the Department finds 
itself as >. subordinate office, sandwiched 
between the Secretariat aspect in the Ministry 
and the Finance side through the Financial Adviser. 
Various aspects are being considered to give the 
whole operation greater independence and bring to 
it the type o 1 commercial orientation it -should have 
in terns of commercial development and selling of 
India as a tourist centre and a tourist destination. 
S isnul taneous ly , it is desired to involve, to a 
greater measure , the commercial elements who benefit 
most directly from tourism such as hotels, travel 
agents, transport operators, etc., with this in mind 
some sort of a cess on their turnover provides 
potential additional funds to the sadly . inadequate 
resources now at the disposal of the department" . 

Estimates Committee 

22. The Estimates Committee while examining this problem 
came to the conclusion that the present organisational 
set-up of the Department mss not attuned to developing 
tourism. It felt that "-an effective and efficient Central 
Organisation has to be set tip to create a strong tourism 
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c on s c i ou s n s s s at a,i l l ev els . of . adainis'tr nt i on on & t o 
for sail «c'e Cell-thought-out proposals and policies for 
tie development of tourism in the country with proper 
co-ordination and liaison between the central tourist 
'organisation, the state tourist organisation and the 
business co disunity involved” . 

23. As a result of our study of the present structure, 
methods and procedures, >s are in full agreement with 
tie conclusions of the. 3s tin at as' Coasaittea. 17h.pt is 
needed is a single . organisation., a national tourist 
authority primarily -designee for a. marketing and s ales 
approach, which' will both sell its ’ product ? in the 
world spr&et, aid provide competition through' .vigorous 


incentives such -w tax' rebates , loans an 
to travel trade and travel agencies. It 
proper servicing of ' the tourist in dustry 
field off ices strategically where it here 
traffic and by co-or din sting activities 


d -grants etc., 
should ensure 
by locating 
:1s maximum touris 
with state 



governments . ■ 

25.. The present depart rental set-up with all its 
bureaucratic rules, procedures, -and fin ate i si constraints 
clearly does not .permit initiative in undertaking the 
dynamic promotional, activities mentioned above, ?» d putting 



structure should cosshtee the flexibility of a commercial 
organisation with the legal authority of Government for 
regulating the tourist in ckstry aid ensuring cooperation ■ 
of other central departments , State Governments , *hd 
local adsainis trat ion. In this connection ne have examined 
the various types of organisations such m the corporation, 
the Commission snfl the bo .?sr&. which could adequately answer 
to the organisational- needs mentioned above . 

25. The Study Team ©iso reviewed the structure 1 of tourism 
organisations in other countries end consulted the Director 
General, Irish Tourist Board on this problem. The Te© 
also examine fi existing Government of India organisations 
that night be -adapted to the needs of tourism. In this 
report , it is presenting two quite different models' for 
a reorganised tourism organisation . f as first is so. 
organisation which would be set up. outside of Government 
in the Public Sector, The 'second, is a proposed reorganisa- 
tion of the Department to enable it to perform 'more aggres- 


sively its functions. Tie call the first "A 


.ic Sector 


Model" ©nd the second "A Model for Reorganisation” . 
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A Public Sector Model 


26. The Study Tewn brought to India Mr. T.J.O ‘Driscoll, 
Director General of. the Irish Tourist Board. After examin- 
ing the present organisation, he recommended the creation of a 
new public sector undertaking the non-commercial functions 

of which would be; ...funded through Government appropriations. 

His proposal is summarised; .-hero s 

The Minister of Tourism and Civil Aviation would have 
control of the new tourism; body through his power to nominate 
the members of its Board of Directors and the review of its 
budget s-.'.. The Minister would; also review tourism activities 
for Conformity with general government policy, meting 
representations to other Departments on tourism, matters, 
review annual reports on tourism : an d appraise the effective- 
ness of. tourism- programmes, A small cell would assist the 
Minister in these matters but it would: rot in any way be a 
supervising unit. 

27. The .function's of the present Department of Tourism 
.and the India Tourist Development Corporation would' be 
transferred to a new India Tourism Board, headed by a 
full-time Chairraan-cua-Ohief Executive, The Board would 
have 5. part-time members _ who would weight, assess' and. 
discuss the natters brought before then gad formulate 
oolicy. The Cift-Aman-cura-Chief Executive would keep the 
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Minister in torse a about the Bo ard* s policies aid objectives 
so es to assure his of their confirm ty with overall 
govs rn a eat p olicy. 

28. Rill executive responsibility for the operation of 
the staff anfi .progresses of the India Tourism Board would 
be placed in the Cheirmas/Cfelef Executive . Non-coaaerci al 
progresses related to the promotion of tourism would be 
placed under one General -Manager and .commercial aspects 
under a second General Managers both reporting to the Chief 


Executive . 

Charts I, II and III show; the organization of the 
proposed public sector model • of' the India Tourism Board, 
as recommended by Mr, Driscoll. 

A Model for He organ .is ation 

29. Considering that the concept of an India Tourism 
Board as a public sector undertaking bed considerable 
me ri t , t he S tu dy Te m also 1 o else d .into th a f e as ibility 
o f establishing such an. organisation within the Government* 
The Team closely examined two Government organisations 
which have been given statutory powers vis. ,the Railway Board 
and the Atomic Energy Commission set up under the Indian 
Sail way Board Act 1905 an d th e Atonic Energy Act 1948 
respectively. A brief overview of their structure functions 


and powers is given be lows 
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Railway Board 

30. The Railway Board functions as b Mviistr y of the 
Government of India and exercises all the powers of the 
Central Government in respect o'f regulation, construction, . 
maintenance , and operation of Sail rays. The Railway Board 
also exercises full powers of the Government of India in 
regard to railway expenditure , In addition, the Bail way 
Board has a wide range of powers in' establishment and 
other matters as provided for in the various Indian Railway 
Codes, In its organisation , therefore, the Hallway 'Board 
is self-contained in all matters, including financial, and 
does its own recruitment , but its pay structure lacks 
flexibility. 

Chairman, Railway. Board 

31. The Chairmen, Railway Board is responsible under the 

Railway Minister for arriving ot decisions on technical 

questions and -advising' the .Government of India on natters 
of Railway policy, ill policy end; other important Hatters 
are put up to the Minister through him. He ass the status 

of a Principal Secretary to the Government of India, ®d 

has the "power to over-rule the other -members of the Board 

except 'the Financial Commissioner in natters of -finance.: 
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The -letter has the right to aSls a dispute a financial 
matter be- referred to the Sail nay Minister, and if 
necessary, to draw the attention of the Finance Minister 
to it. 

Members of the Railway Board 

32* The Members o f the l Eailway Board function as ex- ' ■ 

officio Secretaries ' to the. Government . of India end are 
responsible for dealing with all aspects of the technical 
functions , under their charge . There a question inpinges 
on the functions of another Member, his concurrence is 
necess ary before o rfie.rs are i s sue d , 

Atomic Energy Commission 

33. The Atomic Energy Commission functions through the 
Department of Atonic Energy which was created with effect 
iron .August 3, 1954 and was charged, solely with the 
development of- Atomic Energy. The Atonic Energy ’Commission 
was reconstituted, in March 1958. with full authority to plan 
end' implement its ■' programme s' on sound technical and eemoaic 
principles. It ms ; .freed fron essential restrictions and 
rules an d given full powers of the Government of India both 
administrative and fin racial within the limits of the budget 
provisions allocated -by the Parliament. In view of the fact 
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ih el the Commission requires highly skilled and professional 
staff for its special nature ■ of rork, it is .freed from the 
usual governmental rules ©ad procedures for recruitment of 
its personnel through the U.F.S.C. , and has great flexibility 
in fixing pay scales and promotions . 

34. The orders for reconstitution of the Atonic Energy ' 
Commission provided that M (a) The Commission shall consist 
of both full-tine -and part-time members , the total nudb'er 
of nhom shall not be less than three and not store than seven 5 
(b) The Secretary to the .Government of India in the - Department 
of /tonic Energy 3 hall be the ex-officio Chairman of the 
Commission? (e) /.noth or fUll-tine member of the Commission 
shall be the . Member; for Finance and Acisini s t r at ion, mho 
shall also be ex-officio Secretary to the Government of 
India in the Department of /tonic Energy in financial 
matters'? and (d) The Director of the .Atonic Energy 
Ste'tabl ishment , Troabay shall be third ex-officlo full-time 
meat er -in-charge of rese arch on cl development i? . The Atonic 
Energy Coaaiss ion non formulates policy of the Department 
of Atonic Energy but all recommendations are put up to the 
Friae Minister through the Chairman mho has the pomer to 
override t he- other members of the Commission. The Coamission 
is responsible for preparing, the budget of the Department 
and for the implementation of Government* s atonic energy 
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policy. However, the Chairmm of the Atonic ISnergy 
Commission in his capacity as Secretary tc the Government 
of India in the Department of atonic In orgy, is responsible 
for arriving at decisions on tec laical questions. 

Pros Cons 

35. The Sail way Board and the Atomic Energy Commission 
as Government enterprises- establish import tat precedents.. 

To both, full powers of Government are delegated for 
programmes and financial natters, in both, P ar 1 i ament ary 
control is exercised through a Minister. Thus consider able 
freedom for quids- decisions and. rapid implementation is 
provided to these organisations with, however, full 
accountability to Government and Parliament. On the other 
hand, a. public '-'-sector undertaking is one step further 
removed from positive, direct control . It has these sane 
freedoms but in additions is in theory at least more 
independent in day-to-day operations end in planning 
pricing policies , staffing, and the lifee.. 


36. Constitutionally, a .perusal of the Union, State se 
Concurrent List clearly indicates that dalle foreign 
tourist is subjected. to the Jurisdiction of the Union 
Government , facilities and services are largely subject 
to regulations and taxes of the State.- Thus the Central 



Tourism Organisation face'- problem peculiar 'to • itself, ' 
those not found, in public sector corporations . Its 
operations specially those relating' to development and 
control must "be achieved with help from and cooperation 
with other Ministries and departments at the Centre and 
in the States-. 

For example , foreign tourists must 'toe dealt with 
as special -guests by customs officers, immigration officials, 
health official s, airline employees, railways employees , end 
many others. -Tourists will use a variety- of facilities 
operated or built by such diverse organisations, gs State 
Governments-., Archaeological Survey of India, P.'F.D. . and 
private companies. Their visas will be issued by the 
Department .of External Affairs and their movements in India 
will be governed by- the Ministry- o f Home Affairs and- 
States. : 

37. In -.short , the objectives of tourism require immediate 
and frequent relationships with State Governments and other 
Central Ministries end Departments that are far more extensive 
that would be found in a. public sector corporation. The 
Study Team concludes that the national Tourism agency must 
remain, with Government, 



Commission or Board? - 

38. In the light of recommendations of the Sstimates 
Committee that tourism be operated with the freedom of' 

a commercial organisation and the Study Team* s recommenda- 
tion that the functions remain with Government, the 'question 
arises 'as to whether new organisation needs a hoard or 
commission, whether the members should be Government officers 
or not , and wh at their functions should be. The Railway 
Board’s members are full-time Government officers and those 
of' the Atomic Energy Commission are both part-time end 
full-time. Each is concerned with both policy development 
and day-to-day operations. 

39. ■ Therefore, in drawing up its recommendations' on the 
proposed restructuring of the department of Tourism., the 
Study Team has. drawn lessons from the working of these two 
governmental organisations in the context of the working 
of autonomous tourist organisations in other countries 
allowing for the special exigencies of India’s federal 
structure and the anamolous constitutional position of 
Tourism, which is under central jurisdiction but in which 
local operational authority ©Iso vests in the States. 



Sec oaaended Organisation 

40. If Governaeat--wi-3Jie-&- : to' base . "Its- final decisions on 
the exist in g -model , the Study' Team would favour the 
continuance, of India's Tourism Organisation as part of 
Government, and not become a public sector body because of 
the duality - of -the organisation's role. It is pre dominantly 
highly competitive in its promotional end. sales role but 
simultaneously, substantially dependent on Government • 
authority .in Its task of developing the infrastructure and 
providing facilities for tourists. However, tourism would 
appear to provide the Government with -such a challenging task 
that-' it should be possible to apply broadly the - structure 
of the two largely independent organisations, the Hallway 
Board and the Atomic - Energy Commission, to the recommenda- 
tion of the Estimates Committee that Tourism be operated 
with the freedom of a. commercial organisation. This can be 
done '6y creating an independent tourism , rganis ation and 
providing that while it has the autonomy of operation, its 
Chief Executive would retain the rank of Secretary in the 
Ministry of - Tourism and. Civil Aviation to h andle coordination 
-with Ministries' of the Government of India and 1 with- States 
Governments, ensuring thereby that the incumbent has both 
sufficient flexibility, and the authority vested in hin by 
virtue of - his having ex-officio status of Secretary to 


Government 
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41. The Study- Team recommends that the National Tourist 
Organisation toe named India Totarisa Authority headed toy 
one raan — The Chairman— cum— Chief- Executive (Ex— officio 
Secretary o f Tourism) . This measure' mil permit quick . 
decisions , fix ■ responsibility for action m d' approximate 
the flexibility of comserci at- organisation. If necessary 
the -India Tourism /authority say toe clothed with statutory 
powers (See Chart XV) . 

Cfaairman-cvm-Chief Executive 

42. For the post of the Chairmen— cusa-C hie f Executive 
the Government should obtain the services of a person 
with top professional, competence and should pay what is 
required to get such a. person on competitive commercial 
salary. 

43. • ¥e recommend that Government— select for the post 
of an officer she . .is known to toe dynamic innovative, 
creative and imaginative. Ee should have had- successful 
experience in supervising professional an d technical staff 
an d have demonstrated capacity to stimulate high quality 
performance.. He should have the willingness to delegate • 
responsibility to his subordinates. Preferably, he should 
have at some time travel led- atoro , ad aid lived in a developed 
country. 
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44, : Ws rse ommend that the Chairman report to the 
Minister of To.urism. and Civil Aviation .end advise his 
on important tourism policies. 

45, We recommend that the India .Tourism Authority must 
develop and be ijun -on modem commercial lines with fell 
responsibility placed on. the Chairman for supervision, 
direction and performance of the staff of the Tourism 
Authority, His should be the responsibility for immediate 
and long range planning, for organizing the programmes and 
work, for staffing, for coordination within g»d without-, 
for preparing budgets, for drafting reports, for maintaining 
controls, subjects to Minister! -si direction end- Government 
■policies'.' ‘ The Chairman as the Chief Executive would'-' 

head an executive team of 3 or 4 top professionals- -of . 
proven competence in tourism and allied fields, providing 
collective wisdom to the organisation, 

Finan ce 

46. We recommend that the post of Financial Controller/ 
General Manager, Finance , Personnel and. General Services 
be created in the new India Tourism Authority- and that he 
report directly to the Chairman, In the present stage, of 
the development of tourism, the role of the Financial Adviser 
assumes great importance. Like the Atomic Energy Commission, 
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-T 




it soul & be desirable to establish the ays tea of infernal 
Financial Adviser who cs a. fin. racial expert would be directly 
accountable to the Chief Executive with no direct access to 
■any external governmental body. Hie General Manager, 

Finance , Personnel m & General Services should be & nan 
committed to the organisation and its pro grasses and not 
function as an agent of some other organisation performing 
the role of a fault-finder . The present system dilutes the 
authority of the Chief Executive and leads to unnecessary 
irritations, delay in the execution of programme, hesitation 
in tailing decisions and getting bogged down in the various 
financial rules and procedures, which is not conducive to 
obtaining the desired results in fulfilment of the programme. 
47. We further recommend that the General Manager, Finance , 
Personnel and General Services develop aid seek approvals as 
necessary of delegations to the Chairman of the Authority 
to authorise and m gfee expenditures as budgeted, to change 
funds from one account tc another . within the total amount 
budgeted, to enter into contracts etc. for the fulfilment 
of all marketing promotional and development operations of 
India Tourism Authority. 
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Tourism Advisory Council 


;48, The Chief Executive succeed to the extent that he ceil 
get cooperation from many. different groups in India, groups 
with which ha c on best work In a free partnership aided 
at. increasing tourism rather thssi a. regulatory or 
licensing relationship. The -Chief Executive would . 

.bens fit therefore if he could develop a close relation- 
ship'' with experts iron a vide Variety ..of fields --.who could 
• advise .him on how .tourism can be increased and advise .the 
.tourism trade oa how they csii best cooperate with .Government 
to achieve -common goals. 

49. The Study Team recommends, therefore, that ,.sn advisory 
group called the India Tourism Council be established with 
the Chief Executive (ex-officio Secretary) e,s its Chairman. 

The Council .. would, advise -hia .on such natters as relations 
with t-ne travel trade ,. foreign airlines, advertising agencies , 
hoteliers, foreign governments, and .Titers end publishers 
who. reach potential visitors. .They .would advise on how best 
to create imagin ative tourism programmes , and ho v- to sell 
these - to ...Government and private organisations in end outside 
India. The members, of the India Tourism Council woul $ bring 
to the Council special knowledge iron different fields and 
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carry back to ths 


^ie Ids in Dorset ion ©bout toarisa 


programmes oi.fi gad men, to be of greatest value in 
promoting tourism. 

50. The Study .Te ea , the re fore , recommends that the 
members of the India Tourism 3 oun oil be chosen from a. 
variety of fields, sack as i 

. . the hotel industry 
.. the travel trade 

. . c os :sun i c at i on a edi a ( adv ert icing, etc.) 

.. transportation companies (airlines, etc.) 

. ♦ traders (curios, hsri die rafts, etc.) 

Each should be selected for hie knowledge of a field, 
related, to tourism, and; his reputation among others in 
his field. Ho member should, however, be a. representative, 
cf m organisation or a field. So be .'a .represent at ive . 
'would limit the advice they could. give. To serve as 
individuals : will .permit then to give promptly their 
opinions and suggestions without obtaining concurrence 
from others. 

51. The Stacy Ts.aE reccrrendo that .members be appointed 
for three years overlapping terns, the duration of the 
terns of the first members to be determined by lot. Members 
would be appointed .by Government on advice of the Chairmen, 
of the Authority. Vfe would expect a convention to be 


established that the Chairman woul d propose to the Minister 
a panel of names of sever ~1 persons for each vacancy to be 
filled. In preparing his proposals he would draw upon his 
'knowledge of tourist industry and when necessary consult - 
with office hearers of Hotel, Travel Trade and other orga- 
nisations gad fen owl edge able persons to identify the persons 
capable of giving the advice needed. 

5 2. We recommend that the Chairman be responsible for 
calling meetings of the India Tourism Council, bat that a 
convention be established that it will .meet at least three 
or four times annually. The Chairman should be responsible 
for preparing the agenda for the meeting and .may consult 
with his members as to items of agenda they would; like to 
have included. The Chairman may bring to the ’attention of 
the Council such things ®s : 

.. estimates of earned -foreign exchange 

.. major promotions 

. . public rel at ions programmes 

.. special problems on which advice Is- needed. 

.. annual budgets, 

5 3. The Council in -advising the Chairman on these matters 

should comment on the adequacy of; the proposals , ' their 
probable effects on tourism, the public relations problems 



that a ay arise gad the strategies likely to be Host 
successful etc. 

. The Commission end the ITDC 

54. . The India Tourism Develops art Corporation, established 
on the first of October , 1S66 , undertakes to operate 
commercial. tourist facilities such as the running of tourist 
bungalows., hotels, not els sad restaurants , library sight 
seeing coaches , Son-a t-Lumin er , aid other entert ainment . 

.55 . The Study Team has not gene into . the detailed working 
and operations of the I TEC. However, it took the opportunity 
of discussing the broad working of the Corporation with its 
Managing. Director. We feel that the separation of commercial 
aspects of Tourism in public sector corporation from the 
promotional aspects is logical and; desirable. We recommend 
that this. .be continued and that from time to time the 
proposed India Tourism Authority be asked to advise on 
which Government ventures have profit— making possibilities 
and may, therefore, be transferred to the Corporation. 

56. In view of the fact that India is still in the process 
of building an adequate infrastructure for tourist"'facilities 
in the coming years, it is desirable that initially some of 
the seemingly un- economic ventures having the potential of 



bringing in increased, return in the later years, nay not 
be looked at from a restricted profit-asking point of view. 
57. Although the Corporation should retain its separate 
status , there should be a close relationship constantly 
maintained between it m& the India Tourism Authority. At 
.present in setters like production of ' publicity 'material 
etc. there seems to be a split responsibility as pointed out 
by Sr. 0* Driscoll in his report. In order to ac ©way with 
such anamolies end to bring in greater coordination be tween 
the IT3C and the India Tourism Authority we ro come end that 

the Chief .Executive of the Authority (Ex-officio Secretary 
to the Government) be appointed, g,s a part— time Chatman of 
IT3C. In this capacity, ha would be responsible for such 
Corporation- related activit ies as parli ssent cry ■ questions , 
reviews of requests for additional capital, long range plans, 
annual reports, advice on Government policy, issuance of 
directives , gad coordination of Corporation activities 
within the Ministry end r/ith other parts of Government. 


Details of the Proposed Organisation 

58. In the following ..Chapter, the Study Tear has given 
details about the operations of the Department after its 
reorganisation on the lines proposed above. 
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CH/JP TEE III 


mm 3M - A maesstimg ope eat! on 


59, Until recently .the Department • of Tourism has, 
through its fiel d Offices at home ana abroad* been 
predotsin anti y m information and servicing organisa- 
tion for tourists, ■ The dramatic changes in the 
international tourism sc„ene have necessitated a total 
revision of the role of the national tourism offices. 
Something of the need for change is heginning : tri he 
reflected, in the Department * s net? approach hut in order 
to he really effective the Department must adopt aj 
predominantly marketing, pro duct-pl anning and sales 
development role. The Study Team, considering this 
essential, has framed its proposals to provide the 
necesc -try Headquarters* organisation for "ueh an 
operation and recommends that the Department adjust 
its policies, plans and programmes in this new c cut ext, 
80. The Chairman of the Net? India Tourism .Authority, 

proposed in the previous chapter, needs a first-rate 
team of top professionals to put the marketing concept 
fully- into operation. The Study Team - recoamends that 
three major -wings be established: 
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(1) A Pleasing & Marketing Wing, 
headed by a. General Manager?' 

(2) Jki accommodation and Coordination 
Wing, headed' by ; a General Manager? and 

(s) A Finance, Personnel' one General Services 
Wing, headed Toy. e General Manager. 


The officers heeding these Wings would report 
directly to the Chief ' Executive '"('see Chart IV). 

81. The Teas recommends further that the Ch&irsagn 

he supported by a small cell headed by an Under 
Secretary, .which would assist .hint carry out. his 
responsibility as a Secretary to Goveniaent. 

62. As. competent professionals are recruited to head : 

these wings, the Chairman should delegate bro.sd' authority 
to them and hold them accountable for effective operations 


• within the areas of their duties and responsibilities . 

The Chairmen, freed from day-to-day operational details , 
could concentrate on his vital responsibility. for 
developing policy, for ’brans i sting policy into programme 
go sis, for co-crdin sting pro gramas c- , for' evaluating • their . 
success , for modifications to improve them, .-and for advice 
to the Minister. 


63. In this Chapter, the functions sad operations of 

the Wings and their Bivisions are presented. 
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PLANNING ffl'ID M&BQSTIN& WING 


84. The Planning; an d Marketing Wing would broadly 
speeding: 

- identify potential tourists? 
pinpoint their wants.; 

- locate existing services 
India which will satisfy 
wants ? 

- prepare pi ms for new services and .programmes 
or for the improvements of existing ones; 

communicate to potential tourists the attractive- 
ness of Indian services and programmes and msfee 
them feel that these will meet their wants , 
desires, preferences etc. 


an d p rog r some s in 
those 'tourists 


65. The Study ’Team recommends that the Wing have three 

divisions (see Chart' V) each headed by a By. General 
Manager: 

(1) Marketing and Overseas Promotion 

(2) • PI arming 
(s) Special Projects. 

Marketing and Overseas Promotion 
86. The Deputy General Manager incharge of 

important division would supervise offices each 
headed by a Manager? 

(i) Mark at Ee s e arc h 

(ii) Marketing I 

(iii) Marketing II 


this 



43 


(i) Market £e s e a r c h 

67, India bo t only has to compete with many other ' 
countries to attract tourists ’out also hrC to suffer ■ 
from the ciis advantage of its .'being acre remotely situated 
thm most. It, therefore , will have to iaate a concentrated 
effort to attract primarily tourists 'with considerable 
_re sources. The Study Teas rae oars ends that the Malice t 
Eeseareh Office be given the responsibility for finding’ 
out through, modern research methods that this type of 
tourist desires. Its professional Head should design 
such research, supervise the collection of data from or 
about tourists by his own staff or through the employment 
of outside organisations, guide the analysts in inter-’ 
preting the findings and work with his staff on. the 
preparation of reports. 


She office should recommend to the General Manager, 
of the Planning & Marketing Wing methods which" would '"give 
India advantage over its competitors. 

The Office should observe closely the efforts of 
competing countries , noting competitive- actions taken to 
counter new promotional pro gr assies developed by India, 
assessing their potential, impact, and recommending 
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modification of the Authority’s progresses'. He .should, 
propose Indian preset ions ' which 'mail'd counter those 
developed by other tourist organisations. The Division 
should also study and locate bottlenecks which come in 
the way of promoting Indian tourism . ana suggest ways and 
means to break these. 

68. The subjects of this Office’s study - potential 
tourists, competitive promotions, ,gad visitors in India - 
will be constantly changing. The studies of the office 
should therefore be kept practical and fast moving. 

69. The Man ager, Market Eese arch being responsible for 
directing his staff in research or entrusting research to 
reputed firms, and preparing reports:’ on a jyrch findings 
should therefore be s, person with demonstrated skill in 
supervising research and in interpreting results of field 
studies . 

Marketing I & II 

TO. India, faces & serious problem in developing its 
tourism. The number of visitors has not been of a high 
order with the result that word-of-nouth advertising has 
been ineffectual. Where other countries can expect 
considerable repeat visits by the sa®e persons, the 
expense of travel to India makes the first visit likely to be 



the only one for aery tourists, The las age of India 
obtained through -the PAT A surveys and of others has 
not teen too. favourable. The Study Teas recommends the 
two Marketing offices be given the responsibility of 
finding innovative, ways of convincing goo & potential 
customers that- India can satisfy their needs better 
than other countries. 

71. The Deputy General Manager, Marketing and Overseas 
Promotion, should with the help of his Staff prepare 
annually a market in g plan, supervise the contracts with 
advertising agencies , work with -advertisers under 
contract in undertaking, sales '-promotion, and direct his 
staff in other promotional: activities. 

72. One of the first assignments for the new Deputy 
General Manager , Marketing and Overseas Promotion 
Division, would ha to review the potential foreign 
exchange income from various countries and in the light 
of this review to recommend ■ openin g new oversees offices 
end closing those which are unlikely in the immediate 
future to produce revenue justifying their continuance, 

73. The Deputy -General Manager cf this Division must' 
lead his staff to he creative, imaginative end productive 
He must focus t hair attention constantly on the customer 
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the foreign tourist - **>d the desired result ■ i. e.» to. 
earn increasing amount o f foreign exchange, He must 
lead. his staff to new way of thinking for a successful 
market operation. 

74. - The General Manager, Planning & Marketing, must work 

closely with -the General Manager, Accommodation- & Coordination 
Wing, in adjusting present facilities .and s'ervlce-s to the 
concept of. tourist satisfaction as the prime goal. He 
should also work closely with the Dy. 'General Man qger, 

Public Relations. 

75. To support the Deputy General Manager, two Marketing 

Offices would he- .established, each -headed by a Managers 

Marketing I. .North aacbSonth /a erica and 
Australia. 

Marketing II. Europe ,- West Asia and Australia. 

76. These Managers using data from the Market Research 
Office , advertising agencies end other sources, would seek 
out areas where potential tourists can be found, observe 
closely tourist flows to- other -main tourist markets, maLyse 
the type; o f tourist who cores to India, project the kind of 
tourist who has needs and desires which make him a potential 
visitor here. They would plan promotions and campaigns for 

each potential tourist source in these regions. it 

Working with Deputy General Manager, they would 
identify advertising firms thick have the potential to 



They would directly 


aggressively motivate travel to India, 
or through regional offices ensure th st firms under contract 
have data developed in the Authority about tourists and the 
services 'facilities aos available or likely to become avai- 
lable, They mould evaluate the success of advertising 
campaigns and promotions . 

Working with travel agents and tourist directors at 
home gad abroad end with the Manager, Travel Agencies, they 
would promote the development and sale of all-inclusive tours 
77, Whereas the Manager, Market Research would be concerned 
primarily with the application o f modem research methods 
to the solutions of tourism problems, the two marketing 
Managers would be concerned with promoting increasing flow 
of tourists to India. They should have h©d experience in 
the tourism trade, advertising, or both. 

Planning 


78, As Market. Research identifies what tourists want 
the marketing staff will need to have its promotional end 
advertising campaigns backed up by attractive goods, services 
and facilities. Just exactly -.what is needed, where, end in 
whgfc quantity must be forecast and plans prepared, to provide 
them. Beley in providing these facilities will hamper the 


work of the -Marketing- staff for they must relate their 
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promotions to what is available. The Authority must sand 
tourists' home with a positive message — you , too, must see 
India. 

79. To carry out the planning, the Study - Team proposes 
that four offices he established, for the main entry points 
i.e, Bomb ay , Calcutta, Be Ihi and Madras . 

80. Each sa mage r ’would be responsible for collecting 
from the Market Bo search Unit information about tourist 


wants. They would explore and locate in their regions 
facilities, goods and services that are available or which 
can be developed at reasonable costs. They would also see 
how best to involve local .authorities, State Governments , 
Chambers of Commerce etc . -.said private investors in developing 
tourist facilities and in providing services and sales 
centres for tourists. In. view, of the immensity of the 
problem end the continental character of our country, they 


say have te explore.- me the us of developing local tourism 
organisations. -These may be either voluntary or in the 
initial stages local based extensions of the Tourist 
Authority or even, if feasible , local organisations 
financed 50$ or acre by the Authority and the balance by 


a cess on the 
in a comment 


local trade m has beau suggested separately 
of the Tourist department to the Estimates 




Coami ttee 
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8 i . 3 ac h Ivi m agar -wu 1 i\ collect Sat a 
the regions assigned to then and non Id 
plans for the development of: 


’roa the states in 
?rep are annu gj 1 y 


Hotel facilities 

Eec re at i onal f ac i 1 1 t i es 


Transport 


Monun eat s , beaches, res o rt s 
Grafts, goods, stores 


Tourist services 

They woul & pi ga the growth of these .ia such 'quantity and 
at such time aS they are needed to aeet projection of the 
numbers of expected tourists. They will, of course, 
coordinate plans for implement at ion with local authorities 
an d at ate govemae nts , 

82,- The Deputy General Manager, Planning, will collate 


this date, from each of the four offices, assembling them 
into a plan for the Authority. He will coordinate its 
implementation. To assist the other offices and his own 
staff in preparing plans , he will obtain from the Planning & 
Marketing vJing forecasts of the expected number of tourists 
for five years in advance, the expected annual revenue from 
such visitors and the probable demand for goods , services 
and facilities. He will advise the General Manager, 


Finance 



• of the - budgetary^ implications" of ^ the annual pirns. He will 
recommend new policies and -procedures needed or changes in 
then to facilitate the inpl mentation of the plans. He will 
also direct the preparation of 5-year plan. 

Specir?l Projects 

83. This office will concentrate its attention on 
developing areas for destination?! traffic such as Gulmsrg, 
Goa, and Koval am etc. which have been designated as major 
projects. Their plans ..would he carried out either through 
1TDC or by contracts with -architects , engineers , town 
planners and others capable of planning development , 
constructing facilities, and developing services. They 
.'mil review proposals by State agencies and others in' the 
project areas to make sure that these fit into the overall 
area patterns. They mil supervise the letting of contracts 
for construction, development and rehabilitation and will 
monitor progress in carrying out of. Such -plans , including 
the release of funds from time to tine when progress is 
satisfactory. They will review proposals by State agencies 
and others affecting such project areas as to whether they 
fit into the overall development pattern. They will create 
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in consultation with'ITDC or other parties selected to 
construct projects a variety of services? skiing, angling, 
trekking, horse riding, surfing, etc. They. will liaise 
with, the Depart Jiient of ire h ecology on tourist traffic to 
monuments and temples in the area of major projects. In 
coordination with the .Manager Travel Agencies , they will 
develop special interest tours locally -sad carry out such 
area development either through the iy’DC or via contract 
with architects aid engineers, 

84, The Deputy General Manager of this division would 
preferably have had experience in the tourist trade,- He 
should he able to work with town planners and other experts , 
national and international, in area • development, -He would 
be assisted by three offices', each headed by a Managers 

Beach Desert 'Development 
Hi 11 He s o rt Be ve lopaen t 
Other Be erect ion el Facility Development 


(i) 

(ii) 

(iii) 



TED ACC OMMO MOTION & COOHBINATIOM WING 

The Ac co anno dat ion sad Coordination. Wing 'would: 

. facilitate the providing of tourist accoBtraod&tions ; 

. improve the attractiveness of resorts and 
rec re at i on c en tre s ; 

. seek -to' improve transportation .'services for 
tourists | 

. inspect and rate tourist facilities end services etc. 

36. The" Study 'Teem recommends that the Wing have two 

Divisions: ii) Coordination Division and ( 2 ) Accommodation 

Development aid Inspection Division (See Chart Vi). The 

General Manager Accommodation & Cooidin -^tion Wing would 

relate his projections to the overall perspectives of the 

current needs for tourism services and facilities provided 

by the Planning end Marketing Wing. The General Manager 

would direct his staff in preparing integrated plans for 

these or giving contracts for the implementation of such 

facilities to ITDC or other appropriate organisation. He 

will work with Hoteliers, air, rail aid road carriers to 
encourage development of accommodation an d transport for 
foreign tourists, supervise inspection of these facilities , in 
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with State organisations. She General Manager of this Wing 
should hare had experience in one... or,- a combination of 
such fields ge hotel management » transport managements \ 
or the travel trade , or banking and lo» services. 
Coordination. Pi vis ion 

87. After the services mA .facilities h ave been made 
available, care mn st be -taken that' they are properly 

.maintained. This is a responsibility calling for 
tactful relations with State authorities, hotel managers, 
travel agents , tourists and other persons not subject to 
direct supervision.. by the Incii a Tourism -Jathority, The StudT 
Team recommends therefore, that ; such matters be placed 
in this Division under g. Deputy General Manager who hes 
a sound background in the travel trade and en ability to 
persuade others to make good use of the earning possibilities 
of tourism through good man agement and courteous services. 

88. The Deputy General Manager should establish good 
relationships with all State tourist services and 
facilities. He should be assisted by three offices headed 
by Managers: 

(i) Tourist Transport 

(ii) Travel Agencies 

(iii) Complaints end Shops 
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(i) Tourist Transport Office 

The Tourist Transport Office would work ..with 
reilojays, airline, gad bus offices to provide improved 
services for tourists visiting different places in India. 

It would work with them in getting in formation 'lor field 
offices to he provided to tourists about schedules, fares 
and services •. Its . staff would review applications for 
allotment of automobiles for tourist services and review 
inspection reports on the adequacy of such services. It 
would recommend the issuance of licences for luxury; ears. 

It would receive application for loans to improve tourist 
transport an d recommend appropriate action on those . It 
would process requests for release of foreign erchangs 
required to publicise transportation services to tourists. 

It would estimate the amount of foreign exch ange earned 
by transport operators from tourists". They would; also 
. facilitate travel by domestic pilgrims , 

(it) Travel Agencies Office / 

The Travel /genciss Office would develop m annual 
plan for informing the travel trade about the Authority's 
tourism pi 31s 0X<k .opportunities. It would convene meetings 
of travel agents to help them improve their relations with 
foreign travel agents and their services to foreign touris ts 
in India. The staff of the office woul d develop all-inclusive 



tours (beaches , monuments , recreation, etc,). They 
would provide information .shout these to foreign ®n d In di an. 
travel agents and the Authority's aarlseeing m©aagerc . They 
would negotiate with I TOO and state agencies for the establish- 
ment and. improvement of local sight-seeing and. other services. 
They would. work with the .Manager } Training, develop training 
programmes for employees of travel agencies and guides. 

The Study Team recommends ’ that they review inspections 
of travel agencies, take action to assist then to become 
sore effective end recommend their approval by governs! ent. 

They would work with customs and immigration to review 
regulations etc. so as to make entry into India more pleasant 
for tourists, TSiey would also process requests for foreign 
exchange for travel publicity an d collate the earnings of 
travel agencies from their tourist activities, 

(iii) Complaints & Shops Office 

The complaints and shops office would receive 
complaints from foreign tourists after receiving 

reports from the Inspection staff ensure appropriate action 
on them such sss assisting a hotel to improve its weakness 
or inadequacy pointed out in the complaint, A dossier should 
be kept on each hotel/ shop etc. so that more vigorous action 
can be taken if there is no improvement. The Office would 
on receiving inspection- reports authorise the recognition of 
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a shop ?s one providing Quality pro due to and services to 
'tourists. It would work through local police to mitigate 
beggar nuisance or other behaviours interfering with tourist 
satisfaction. 

/■.ccomsodation. Development Inspection Division 

89. In the coning years the aithority would have to 
undertake a crash programme for development of desired 
accommodation facilities for the growing number of 
foreign tourists. This objective would be achieved, by 
providing suitable loans and incentives, to the private 
hotel operators. The Deputy General Manager of this 
Division would be also responsible for directing of 
inspections of hotels and; other tourist fact lit ion, the 
processing of tourists complaints and recommending of hotel 
gradation . 

In all of these operations, the Deputy General 
Manager should emphasise the services that he is providing 
the States and the travel trade in order th^t they may 
obtain the greatest income from tourist visits. 

90. The Deputy General Manager, Dccounodation Development 
and Inspection would be assisted by three offices under the 
direction of managers % 
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(i) Hotel Projects* 

(ii) /jc co aaodat i on Development sa d Inspection Is 
Northern end Saltern Indie. 

(iii) 4c e oasno &at A on Development and Inspection II: 
Hasten* m& Southern India. 

(i) Hotel Projects 

The development of new hotels in the private 
sector will continue to he a major programme for some 
years. This office will, under approved one-year and 
five-year plans, locate cities where increased numbers 
of foreign tourists ere expected, identify potential 
hotel operators in these cities, assist them to locate 
adequate space in good locations, glide them in the 
development of architectural an den gin ee ring plans to 
exploit the plot well , arrange' the making of loans, 
re commend approval of loans .for construction, monitor 
the completion of ' construction and the release of funds 
for that "purpose , supervise; -the collection of payments on 
the loans from the private interests. 

(ii) & (iii) Accoaaodaticn Bevel op men t an d Inspection, I & II 

■Having gone to considerable expense to attract 
tourists to provide the accommodations , this office 

mil take steps to encourage those providing goods. 
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accoaso elation services to build a f-;VoureMe iaag : 

of lafiLa. 


The main purpose of the inspections to be a^e 


by staff of this office '"ill be to assist establishments 
visited by tourist to increase their business by providing 
better goods, services Mad facilities, “Jbilo the inspectors 
vill have to tahe note of inadequacies -an d relate them to 
the recognition gnd grading o f institutions visited, they 
will approach this in a spirit of ho w the proprietor or 
manager can avoid such negative reactions in the future 
and how Government can assist financially and otherwise 
in bringing about improvements* Their main effort will remain 
to educate the travel trade how to avoid such charges and how 
to go beyond this to increase the number of satisfied, tourists 
in India. 

The office Mil advise, the Training Office of 


areas in hotels and other service organisations which 


might be remedied through better training /an d seefe 
assistance in providing it. 

In carrying out these functions, the inspectors 


will visit hotels, guest houses, travel agents, stores and 


other places commonly visited. by foreign tourists. They 
will prepare reports which will be sent to other parts of 
the Authority for action. 



The staff of this office will receive and recommend 
action on requests for authority to employ foreigners in 
hotels, for liquor pars its, . gad for the release of foreign, 
exchange for the purchase of hotel equipments (other than 
the original . equipment which, will he acted on by Hotel Pro- 
jects Office) . It will review and recommend, action on request 
from pe r s ons for saoh ey-c h an ge r permits. 

The staff will collect information needed by these 
responsible for the gradation of hotels, 

PUBLIC RELATIONS DIVISION 

91. The sources of the Authority’s tourist efforts 
would depend heavily on the feelings that tourists tahe 
home: about India and its people. Ac the influx of foreign 
visitors to India increases , the word that/they carry bach' 
home will he cose increasingly important' in attracting or 
repelling other potential visitors - their reception in 
hotels and restaurants , the behaviour o f citizens' towards 
then, the treatment that they receive on the roads, their 
experience in shopping and while travelling by trains, 
buses end airplanes. At present the snail number of 
visiting foreigners in our country has hardly called, 
for more then common natural courtesy on the part of our 



" citizens.' The Study -Tern recommends that -this Division 
develop a well planned ad concerted public relations 
programme to '-keep citizens informed about their part in 
tourism. At present - except for courtesy campaign 
of Welcome a visitor, send back a friend” - the 
Dep arts aa t ■ has : liai ted' fun® to do sue Si pi sailing in this 
area. On the operational side it has sought to inculcate 
courtesy in its staff md -urged the same on others. This 
is a good beginning to a programme pbich the Department 
should vigorously expand. 

92. The Study Teem recommend that this Division 
provide public relations programmes, reaching and motivating 
special groups such as hotel clerics , bearers, tourist car 
operators, local travel agents, storekeepers, guides, 
booking clerics end theatre ushers. It is also es sent! al- 
to inform influential opinion leaders such & Members of 
Parliament, Members of Legislative Assemblies, news editors 
and writers about the activities of the Tourism Authority 
and the need, for their cooperation if the goals end objective 
of earning more foreign exchange through increased tourism 
is to bo obtained. The proposed tourism organisation needs 
both a promotion Wing which serves the foreign tourists and 
a Division which communicates with the citizens in general. 
This requires a sophisticated public relations programme. 


Hhil e the Promotion and. Marketing Wing would concentrate 
on asternal audience and publicity, the Public Relations 
Division using quite different psychological techniques 
would ende ©your to create ;a good image for India. 

93. The Division should advise the Chairs^ on the 
means for developing in the officers and employees of the 
authority pride in their work end a ; service attitude. It 
should assist the Chairman In 'making" sure that each employee 
knows what the -301 tourist programme is, hotf.it will be 
carried out effectively, and how they can cent ri lout e to its 
success. 

94. The Public Sel at ions ’ Division must help the 

Chairmen to communicate with the Public by preparing news 

releases for Indian papers end magazine, d, ^si sting Indian 

writers who want information about the activities of. the 

tourist organisation | seeking out opportunities to present 

the programme of Indian tourism to meetings of the 

Chambers of Commerce, trade organisations m d businessmen;? 

developing displays for schools and ’universities., etc. The 

Public Relations Office would . dr - ft brochures, pamphlets, 

letters, etc. sore addressed to the Indian travel trade, soma 

to the ' foreign tourists in India, an d others to. potential . 
tourists. 

95. The Study Team recommends that the Public Relations 
Division should be headed by $ top professional working 
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directly with the Chairman in close cooperation tjita the 
General Manager, Promotion. « Marketing. The .asset 
designation and emoluments of the officer incharge o f this 
Division. wonl & Sop and on the professional standing of the 
incumbent. To assist him, the Deputy General -Manager, 

Public Relations, should have three offices {See Chart 7Il) i 

(i) /advertising Policy 

(ii) Public Relations and Hospitality 

{ i i i ) In format i on C o or fii nat ion. 

(i) Advertising Policy Office 

This office would in collaboration with ITDC 
commission contracts for the preparation of .pamphlets 
and ' brochures . They would review drafts to m&he cert ain 
they comply with the Authority’s pro gr assies , and policies 
and .to verify the correctness of the statements and claims 
as.de . 

(ii) Pub 1 i c Sal at ions aid Hosplt a 11 1 y 

■This office would invite and provide hospitality 
to writers, magazine editors, photographers and others who 
wish to write about India. 

(iii) Information Coordination Office 

This office would draft press releases, encourage 
the presenting of tai’hs on travel to Indian organisations, 
provide such organisations with information about tourism, 
review articles about tourism to assess their impact, 


4 

. 



etc 


The 


arrange meetings 7.1th press for gnnouncesen ts , 

Manager .would draff annually a pi an, for lap roving the 
image of tourism .with the Indian public and carry out that 
pi m. when approved. 


1 run t 
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96. The preceding organisat ions are concerned rather 

directly with the promotions and marketing of tourism 
end the provision of essential services to tourists and 
the travel trade. • The efficient administration of the 
Commission requires staff services also. One of the most 
important of these is the budgeting, accounting financial 

controlling for the Authority. 

97. The General Manager, Finance, Personnel sad 
General Services .should be an important member of the 
Chief Executive’s team. He should advise him on financial/ ■ 
administrative and. personnel matters. He should assist 

the Wings and Bivisions to prepare the budgets and assemble 


these into a total budget for the approval of. the Chairmen. 


He should allocate budgeted funds efficiently to the other 
.parts of the Authority and maintain adequate records end 
controls over the expenditure made . 



-divisions, each headed by a Deputy General Manager 
(See Chart VIII.) 

1. Finance aid General Services Division 

2. Personnel and Training Division 

The General Manager should be a competent adminis- 
trator with a good knowledge of Financial jasnagesnent, 

1 . Finance gn fl General" Services Division 

The Deputy General Manager, Finance and General 
Services Division will be assisted in his work by three 
offices, each headed by a. M. onagers 

(i) Finance 

(ii) Coordination of Regional Offices 

(iii) General Services 

(i) Fin me e Office. 

The Man ager, .Finance Office should record and 
authorise all expenditures-, periodically review the rate 
of expenditure and recommend re appropriation of the 
appropriate funds to :;<ske the most efficient use- of them. He 
should, develop plais-for increased financial powers -for the 
Authority and for increased delegations of fin fticial transac- 
tions ?ith in the Authority end its field offices. 



This office mil prepare instructions for issuance 


to regional offices on their activities, obtain reports 
from them on the work load and work out solutions to their 
problems.' Annually, it mil prepare a budget "for these 
regional offices. 

(iii) The general Services. Office 

The General Services Office should, nonage the 
official records o f the .Authority, provide central typing 
and stenographic services., provide and maintain office 
equipment an G space, approve the grants of amenities, purchase 
equipment end supplies, and operate official vehicles. 

2 . The Personnel and Training Division 

The now marketing programme and other programmes 
to be undertaken by the Authority will require extensive 
re-training of the present staff. In addition, the recruit- 
ing of more professional personnel and.. the development of 
.promotion ladders for. tourist' officers will require the 
development of sources . for recruitment of these new personnel 
and the conducting a t new training. The Deputy General 
Manager, .Personnel and Training Division shoul d have training, 
experience or both in personnel management. He will be 
assisted in his work toy three offices, each headed by a. Manager 
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(i) Personnel 

(ii) Training 

iiii) International Conferences 
vi) Personnel Office 

This office will carry oat usual; establishment 
duties. It mil estimate the number of persons needed 
annually for each category of employment and will seek 
to establish good relationships with sc hodi s'," colleges , 
and universities to interest qualified persons in applying 
for employment. It will give entrance examinations for 
posts to he filled in by the Authority. It will supervise 
the -promotion system. 

(ii) Training Office 

This office , in cooperation- with o the r-o-ff ices 
and. divisions of the Authority will develop' training programmes 
to orient new employees to ton ri sm : goal s m d mi ssiw, no- 
ordiricte 'training in the dings, and conduct training or 
obtain training services from other organisations for the 
training of employees in travel trade organisations. The 
office would also develop a suitable training programme for 
tourist guides. 

( i i i ) International Conference Office 

This office will keep in cent act with International ■ 
organisations such as ITMFSGO, ILO , FAO, UlICTAD etc., which 



can be persuaded to hold conventions or conferences in 
India. It will negotiate rath them ad suggest that £01 
mill provide the organisation when they neat in India all 
the necessary facilities such p,s hotel rooms, conference 
halls, stenographic reporting, tours, etc. • 


In addition, the office will' maintain contact with 
international tourism organisations such as IU0TG and FATA 
and other International organisational linked with tourism. 

It mil prepare materials for distribution at such conferences 
obtain advice from th e ChkirEian. . as.' .to who should attend , 
such conference from India, answer inquiries from such 
organizations , and obtain data md information from them 
of use to the Authority. 
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sumum 

The functions assigned to the Wings and Divisions 
are recapitulated 1)81-01?. Organisational ch arts follow this 

sunn ary, 

PLANNING M3 M. ASK STING 

1. PI anning 

. . Lon g~ range p 1 ann ing 

.. Eel gte Market research to planning 
facilities - Plan schemes - 

• • Bata collection and analysis, 

. . Liaison with State authorities and Regional 
Tourism Councils - Plan coordination with ITDC 

2. Marketing and Overseas Promotion 

.. Design research on tourist needs. 

.. Engage outside research assistance, 

,, Prepare annual marketing plan. 

. . Advertising and P.E. Budgeting, 

. . Review and approve advertising campaigns, 

.. Design variations of tourism ‘product* , i, e. , 
spec i e.i interest tours (Budhiot pil grime etc . ) 

.. Advise planning on .Tourism needs, 

.. Work with Bevel opmen-t : and Coordination 
Wing in creating facilities for tourists. 

.. Charter flights— overland travel. 

Promotional- fares - Li.ai.son with Airlines 
v N at i oh a 1 an d I nt a m at i on cl ) . 



.. Release of foreign exchange for travel publicity. 

3 * Special Projects 

.. Develop integrated projects cue h a,c Gulaarg/ 

Koval ea etc. consistent with approved plans 
developed, ’ey Market Research ct a? f — project need 
for improved tourism areas such as recreational 
areas, aouusents, resorts, Psacbso. 

.. Develop architectural , 8 X & other -plans for 
establishing or rehabilitating such areas. 

... Review pi ais submitted for such development/ 
rehabilitation by state or other agencies m d.\ 
recommend grants or other support s& indicated. 

.. Monitor progress in implementation of pi ms and 
recommend release of funds when progress is 
satisfactory. 


IOC QMMQD.AH ON MB COOEBIH JTXON 


1 . Coordin ation 


i) 

In 

providing 


Tourist Transport 

aoco rdan ee ; with the pi 331, develop programmes for 
adequate tourist transport end improving tourist 


transport service in coordination with Rail, ill r and Bus 
Services 


., Pilgrim. tourism, 

.. Recommend allotment of vehicles for tourist service 
and inspect adequacy of such services. 

. . Recommend assigning of licences for luxury 
tourist cars etc . 

. . Operate transport loan fund. 



Develop annual plan for inf orbing travel trace 
about Tourist*- pi $13 end opportunities « 


c4± i- 

> .pvV'Tt Cl (V 


Facilitation- \ customs ana frontiers fo'rnalities> 
Local sight-seeing tours. 

.. Recognition m& control of Travel Lgenciss - 
(Legislation) . 

.. Foreign arc hang a earnings by travel agencies. 

.. Release of .foreign exchange for travel ©d 
public ity. 

.. Convene nee tings of travel agencies to promote 
effective services to tourists. 

i) 3 hops and C onpl a int s 

.. Recognition of shops. 

... Folio "/—up complaints, 

. . 3 e gg ar nut i s one. e . 

.. Liaison vith Police {'Tourist Police}? 


JP001& 'Off. SI Oil LSlYFLOPLiSfr & I1I3FSCTI0H 
Lot el Projects 

.. Consistent rith approved overall plans, developed 
by Merit et research staff, project need for hotel 
hostel , guest houses aaci related, facilities such 

— .r> n'ftO C* 

^ L o 1 V* * 

.. Develop architectural plans an cl schedules for 
construct! -on for these facilities. 
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.. Eecommend grants and loans to implement plans. 

.. Eeview arc hi tec tural and engineering pi aas 
drafted .'by those receiving loans and, grants. 

.. Monitor progress in construction under loans 
. and grants, taking re Be dial action as required. 

ii) Accommodation cievel opment- and inspection. 

.. Import licenses for Sot el - equipment. 

.. Develop with Personnel and Training Unit , 
training programmes to improve the services 
in tourist accommodations. 

.. Liaison with Hotel Training Institute and 
Hotel Federation. 

.. Yisit hotels, guest houses and other tourist 
accommodations to inspect their operations and 
assist management to allocate tourists, an & assist 
gradation of hotels. 

.. Esc 052H end star gradation of hotels. 

.. Employment of foreigners in Hotels. 

.. All India Liquor permit. 

.. Compilation of Hotel .guides. 

. . Money - changers licences. 

PUBLIC I3LAPI0HS 

.. Provide hospitality prog reps eq for Triters. | 
photographers etc . from oversees. 

.. Prepare press releases, speeches, otc. 

.. Prepare annually a pi an for improving .the 
authority's public relations. 

.. Eeview publicity about tourism and recommend means 
to exploit good trends and to counter-act sis- 
un ca rs t anding s . 



::,.eco*asend changes in publicity of the Author ity 
f h at vi 11 imp r ova pub lie re 1 at i on s. 

Bevel op relations with schools, universities , 
associations and other Indian groups to make 
the sa- a ore aware of the importance of tourism 
and the role the public plays in its support. 

Develop brochures, pamphlets, letters etc. tc 
assist travel agencies on means for improving 
their trade with tourists. 

Prepare brochures, pamphlets, etc. addressed to 
• the potential tourists from overseas. 


?IW/i?C53 ?32S0mi3L X G31J2BAL S3EYICES 


Finance 


, 3©ne r al Man age rs 


Develop plan's for obtaining increased financial 
powers for the Authority - Key role in overall 
f inane i al pi gpn ing . ana assuagement . ■ 

Develop aid obtain approvals on budgets in 
consultation with the Chairman 
and other senior officers. 

Develop sad maintain in account ing an d f inane ial 
control system. 

Authority payments to staff and to firms under 
contract with the Authority. 

Advise the Chairman on financial matters. 


General Services 


i-J Ee cords M ,?jn age me nt 


Establish procedures for maintaining files in all 
offices and central files. 


Establish procedures for processing dak etc 
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ii) Centre! typing & Stenographic Services 

.. Supervision - of at af f cue assignments, 

iii) Maintenance of Office Equips snt & Space 

.. Sup ervise the repair . end r aimtensnce of ©11 
equipment ~nd the obt ©inin g of services for 
the facilities . 

.. Assign space to officers. 

.. Assign vehicles for official use* 

i v) Amenities 

. . Approve ©1 lota ait of phones, home phones , car 
allowances , travel - allowances ©n& the like for 
all staff. 

v) Purchasing ma Supplies 

.. Direct the- purchase .©nil supply of all office 

supplies an! equipment , staff cars, scooters, etc. 

vi) Co-ordination: of Eegion-al Offices 

.. Maintain contact with the regional offices and 
coordinate their activities. 

. . Maint ain liaison with region sL tourism councils 
and state governments. 

3 . Personnel and Training : 

i) Establishment 

.. Place requests for staff. 

. . Direct the preparation of standards- for the 
recruit sent of all staff in ell classes. 

.. Conduct interview, - examinations sad checks of 

qualifications of all personnel (other th so. those 
provided by UF3C) in Delhi m d field. 

.. Direct preparation of character rolls . 

.. Administer- personnel regulations «c needed. 
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ii) Training -' .. . ...... . ' ........... ..... 

.. Assess training needs of : staff aad persons, in 

contact with foreign tourists such as guides, it 

hot'61. Q'aployees. etc* 

.♦ Prepare annually a training plan. 

.. Develop the content of training in consultation 
with the General Managers in : Tourism Authority 
and representatives of 'travel trade. 

.. Conduct • training ®s required, or obtain assistance 
■ in doing this from the General Managers , Universi- 
ties or travel trade. .p; .... 

.. Evaluate results of training end take steps to 
improve the •programme . • 


iii) 


Liaison with International 0 rg a.nis at ion s 


.. All matters relating to-TJOTO & FATA. 

✓ 

.. Develop . reactions to attract conferences, JV 

conventions an-S other large groups to India. , c 

... Provide services (hotel arrangements, clerical, 
etc, ) to conventions , ' conferences an A other large 
groups. 


Liaison with 
conventions . 


M in i at r i e o p 1 gnn Inge on : fe re ncec 
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23C.2UITI&3IIT , TE.0UIF3- j!H2 STIFF PROMOTION 

;j S. The success of the national tourism pro gratae 
is completely dependent on the quality of the staff 
of the proposed Tourism Authority. The Authority would 


need a person: 

ael syst.e 

• vi rhich 

motivates 

its 

officers to 

above average 

efforts . 

This 

"'.ro <2 'S'? <ry ffQflf 

ceil 

best be 

achieved dien 

work in 

the erg 

mis at 1 on 

attr 

r.c t s b e 1 1 e r- 


than- average recruits aid 'when career possibilities in 
the organisation help retain the best of "those who join. 

100. To get its work done well side efficiently the 
Authority would need- a 'system in which the superior work 
is rewarded end advancement is made on the criteria end 
merit gsid potential to perform the .higher level work. It 
would need a system in: which employees, supervisors and 
managers are trained in rtist they should do, 'advised as 
to whgfc work end performance is required, and told promptly 
how the work measures up to these requirements . It needs 
supervisors end m snagers who know, how best to lead, train, 
and motivate employees. 
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101, In this chapter, the UFA Study Teas hgp. some 
spec 1 Pic p repos si s . 

Recruitment 

A common thread runs through the work of the 
Authority from the field to the headquarters - sales and 
a greeting. The singleness of purpose makes it possible, 
with some change in present practice, to fit the recruit- 
ment, assignment , training ; and promotion system more 
specifically to the needs of the proposed Authority, 

102, We 'recommend that a •eomaon reeraitment-training- 
promotion system be established for all the poets from 
that of Tourist Officer ^presently designated Information 
Assistant) to the -0 bairn gsi/C hi ef Executive, Such a system 
should not be a closed one but should enable the recruit- 
amt of required personnel from the Government outside 
at all levels. The organisation should develop a career 
pattern which would offer those young talented officers who 
join at the lowest level to rise in the organisation es 

.they gather experience and expertise. 

103, Tourism is a relative new field ?sid naturally the 
talent needed for c developing organisation is scarce. 

At present level of emoluments it has not been easy 
to attract right type of personnel needed. The proposed 
India Tourism Authority will have to hunt for 


\ 



talents and e expertise in competition with industries as 
a whole and other travel -and tourist trades and hotel 
industry in particular. She letter are in a. position cud 
fio offer quite often noire attractive terns and c oi- 
ditions to the potential recruits. Under such con-3.- 
tions it is hut natural that these business and trades 
can attract better personnel then the -Tourist SBpartmpnt. 
104. Unless nesr-sr assures are taken to sale the terms 
and conditions of services in the Authority -more attractive 


the proposed, '.tourism development programme will Hounds r. 
Under those circumstances , the Study Team nseoamen ds that 
the Government aiihorize the Indian Tourism Authority 
to pay its officers salaries and provide conditions of ser- 
vices comparable to those, in the private sector. 

105 . The selection procedure should -be flexible enough 
to allow a number of selection methods not necessarily 
dependent on the present method of advertising, screening 
and interviewing.. - The, recruitment end selection procedure 
should be. such that all well qualified persons get a chance 
to compete ,*nd the sole- criteria of selection should be 
the qualities needed- rather then qualities of those readily 
-available. . The organisation should strive to select 


the superior men on the basis of their expert 


knowledge and past experience. 


This could 
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be achieved by getting into ihtiaete contact . with (i) agencies 
end. organizations concerned with tourist and allied fields, 
end. { 2) colleges and universities. 

106. At present the selection and recruitment of the 
officers o f the level of Assistant .Director an d Director 
are a ade as 10 1 1 o tjs s 

Direct Recruitment Promotion of Bep- 


t borough U.P.S.C. 


artment aL C andi- 
fiates 


Assistant Director 
Director 


25 $ 


9 

... r Ci 

oO^— 


•T" 


By. Director General s ■: By promotion, failing which by 

transfer on deputation and failing 
both ■ di rec t roe ruit sent . 

107. Selection an dree ruit meat of personnel through 
U.F.S.G. sometimes involves considerable delay because 
of elaborate procedures 1 aid down. Such del jys may result 
in not only certain import ant programmes remaining undevelopej 
but also, loss of able professional persons who would not 
wait indefinitely when opportunities! ^ra., svailsbl e in the 
highly competitive tourism trace. There is a scarcity of 
well-qualified professionals in the Held. At present the 
Department undertakes direct recruitment of In formation 
Assistants. 'The Study Team recommends that direct recruit- 
ment be undertaken at several levels in the organisation. 



Government should he asked to re lex the usual procedure 
for selection- by sighing necessary amendnsits in the 
UPSC (consultation) Eegul si ions , ere apt ing posts in the 
India Tourism Authority from the purview of the UPSC, 

Phis relaxation should, enable the Tourism Authority to 
select and recruit the best talents for the ' top professi- 
onal jobs either from aaongst -government officials or 
the open market provided the pay-scales' are also upgraded. 


Tourist Officer 

108. . We , recommend that the present basic point of 
intake into the Department - Information Assistant should 
be substantially upgraded and the new entrants be designated 
Tourist Officer. The calibre and emoluments of the 
Tourist Officer should be about the same as the present 
Assistant Director. The first contact of a foreign visitor 
in this country will be the Tourist Officer, who receives 
him at Air-port , Sea-port aid the information counters. This 
initial contact would naturally have a great impact on the 
visitor’s mind and the image that he perceives of the 
Tourism Organisation in particular and of the country in 
general. Therefore, it is necessary that the personnel 
for these positions be carefully selected. They should be 
smart, intelligent, presentable, helpful and courteous. 


84 


Eecruitismt at this level should he aede hy the Authority 
after holding & competitive enasin at ion for tfeieh 
university graduates should he eligible. 

109. On employs oat b new Tourist Officer should he 
given, a short- tera course cfeicti woul cl cover such betters as* 
Indian history and culture 
Archaeology 

The Marketing approach to tourism 
Interviewing and other survey methods " 

Regional affairs anrl geography 
Assistance to tourists. 

The 10 to 12 week course may he arranged hy the Training 
Division, using staff of the Authority and academic 
staff from nearby universities and colleges. By ” assistance 
to tourists”, we ■■mega, that the new recruits should learn 
how to read tide-tables, order tickets for travel, estimate 
costs for tours , write out . itineraries , make reservations 
for accommodations , advise on purchases , etc. It would 
include soas coaching in diction, use of telephone, md 
service on a counter. 

110. On completion of his training or shortly thereafter, 

we recommend that trainee Tourist Officers be taken on 
familiarisation tours to places of 'major tourist interest. 



Ill 


to -meet 


Tourist Officers rjoult be es signs d 
tourists' at airports, serve at la formation coasters, 
answer telephone calls for information , assist in 
making of surveys by handing out forms collecting 
them, and to do other similar work of this type. 

112. /oi essential requirement for further promotion 
of Tourist Officers should be the passing of a thorough 
test of gov e rnme nt al and de p artrae nt si proc e dure s, a 
general test on knowledge o f marketing methods s&d 
questions on current events of interest to ..tourists . 
Tourist Officers should be told about the s a requirements 
in order that they may prepare themselves to .pass the 
examination after they have served in these positions for 
atleaSt 3 years. 

113. The second requirement for promotion should he 

a record of competent and effective service. We- recommend 
that lists be prepared in which the combined scores on 
tests and performance are used to ranis the officers in 
order of merit. Jm employee not selected in a competition 
for promotion should be permitted to compete *gaLn but 
should be required to retake the written test in order 
that he may be fairly compared' with other candidate's. 
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As me envisage that a number of officers initially 
recruited in the organisation as Tourist Officers would be 
promoted to higher levels- of responsibilities and dittos, 
in due course of time they should be exposed to moctera 
methods of administration/m an sgement 
Deputy Managers 

115. le recommen d that a sec cad major recruitment point 
for the Authority be the posts of Deputy Managers, somewhat 
mi dray between the presen t posts of Assi st ant Directors 
and Directors. Fifty per cent of the vacancies in these 
posts may be filled from Tourist Officers and the other 
half a*y come on direct recruitment. 

116. Candidates for promotion should: "be /ranged on two 
factors t their past performance end their standing in a 
written examination. The latter should cover current 
events in India, recent developments in tourism in India 
and - short essay written in Hindi Sr English. Efforts 
should be made to attract to the Authority direct 
recruits with good Bachelor 1 s degrees. Requirements 

f 

should be set in accordance with the conditions- in the 
labour market. Consideration should be given to requiring 
candidates to have training or education in some of these 
fields ; business management, marketing, Indian history, 
archaeology, social science research, engine ring or 



architecture. Consideration should also he given to . 
examining the applicants on current hist, ry *ad requiring 
them to -rite an essay. 

117. New recruits 'should he given a special 'orientation 
to the /authority. Botin direct recruits ansi prosoteos should 
he given training in tourism, market research, advertising 
techniques, use of mass media, public relations methods, 
development of tourist facilities, and elementary statistics. 

118. Deputy Directors on satis factory coapl etion of 
training should he assigned to a wide variety of duties. 

For esrsmple, they may serve as Inspectors of travel services 
and facilities in a region, as. supervisor of a group of 
Tourist Officers, as trainee in the field of market research 
or Marketing, as trainee in development of special projects. 
At the ' completion of common training, each should he given 
additional training on the job in his. assigned duties. 

Managers 

119. ife. recommend ; that two-thirds of the post of 
Managers (now call ed Directors) he filled by promotion 
from the ranks of Deputy Directors. Direct recruitment 
should he used to fill posts for which qualified persons 
Cannot' be found on the staff. For example , the /juthority 
nay need to employ from outside advertising specialists, 
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statisticians,' opinion research technicians, or other 


specialists. • . 

Promotion to the po at of Man eger should ’os by 
merit ' and should be lb apod on a comparison of the quality 
of performance of those mho hay a served at least 5 years 
as' Deputy Directors. Seniority /alone should not be .a basis 


for promotion. 


Other graining 

ISO. We recommend that periodically, fear-wools: long, 
refresher courses he organised by the Training Division 
for Tourist Officers, Deputy Directors and Managers . 

However | employees normally should be entered into such 
programme only once in each 3 to 5 years of their employment. 

Outstanding employ ees m th man age meat potent i el 
at all levels should be identified by Training Division, 
for attendance at courses conducted outside, of the 
Authority by such organisations as the Indian Institute 
of Public Administration, • the Indian Institute of Mass 
Communication, Administrative Staff- College ,. Hyderabad, .and 
Institutes of ' Management , etc. 

Cut standing officers with technical- potential 
s houl d similarly be selected to attend courses in 
marketing, sales techniques, advertising and the like 



308 ci si c ours e s 


at institutions overseas such a.s the 
at the East-Test Centre, Hawaii. 

L angu age Tr lining ■ 

121, Though a majority of tourists ooae nos from 

3n gl is fa-sjj a aMng countries, we expect that acre end more 
tourists would cose froa other countries also. The 
Department has at present a few- In formation Assistants 
and guides who Jmow French end Gera an. It is desirable 
that Tourist Officers should be able to converse in 
languages such as Spanish, Italian, Japanese- etc. 

Based on survey o f country of origin of tourists, 
the /authority should, identify naj or foreign languages end 
assess the requirement for Tourist Officers and guides in 
those languages as well aS the stations where they are most 
needed. • 

Incentive to learn • foreign language 
‘ a ' " 

122. with/ view to provide m incentive to Tourist 

Officers- to learn other foreign languages, we recommend 
that on reaching a specified standard in t foreign language 
they should get the language allowance of Ss , 100/ - p.a. at 
-the- elenen tary level and Es. 250/= at the advanced level. - 
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Appendix 


EXISTING OEGfNXSATXCJAL 3 TBUCTUSS 


D. FSJMCTIOHS 


The Department of Tourism is m attacked non- 
participating Office of the Ministry of Tourism aacl Civil 
Aviation m& is headed, by the Director-General, Although 
. an Attached Office, the Department is both a policy-making 
and executive organisation md corresponds directly with 
other Ministries and Departments of the Central Government 
and State Governments. The activities of this Department 
fall an tier the following broad heads t 

(i) ■ Publicity at hone and abroad. 

(ii) 'Attending to postal and personal enquiries 
from tourists, tour operators, travel agents 
etc. and ren daring necessary assistance to them, 

(iii) Development of tourist infra-structure and 
facilities either directly or in cooperation 
with other Ministries and the State Governments, 

(iv) Regul ation ;of activities c:’ various segments 
of travel t r ade , 

(v) Coordination with international travel and 
tourist organisations at Government and non- 
government level . 

(vi) Compilation of statistics and market research 
in respect of tourist traffic in India. 

There are ; four regional offices each <-fc Delhi, 

Bombay, Calcutta and Madras and six 


field offices at Jaipur, 



/.g rr, Srinagar, Banaras and Cochin, Overs e ?s tourist 

offices h?ye been established at New Yor!s, 3 an Francisco, 
Chicago (sub-office o f New Yorh: Office) , Toronto, London , 
Peris, Frankfurt, pydney, ToTsyo - , Geneva and’ Mexico City . 

The overseas tourist offices have been excluded from the 
• purview of the survey tesn* 

Me g.dqu art e rs 

At the he a&cfuarters tha - Department has the following 
sections t 

(i) Planning 

(ii) Travel Trade 

(ill) Publicity and Information 

(iv) .. . Ad mail s t r at i on 

(v) Research and Statistics, ■ 


PI aming. Section 

The Planning Section consists of two units j . one unit 
under Joint B-i rector General, with tyro Directors g§id three 
Assistant Directors j the- second unit consists of Deputy • 
Director General and oao ' Assistant Director. The' Directors 
and the Assistant "Directors in the first unit are responsible 
for planning in their respective regions. They attend 
meetings of the wording group (consisting of representatives 
of State Tourisa Offices and' other State Government offices. 
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ren.rssan-t hfcives cf PI ®nnin g Comais s ion , Department of Tourism 
' and Finance) for the State Plans pad represent the Department 
of Tourism in giving the suggestions for preparation of State 
plans relating to tourism.- They receive proposals from 
different sources such as M.Ps., local representatives, 
social workers , Directors of Regional Offices and other persons - 
interested in tourism. In preliminary ex an in at ions, they 
reject obviously unsuitable proposals and refer others to 
State Governments for recommendations on their appropriateness 
for inclusion in Central/State Tourism Plans. The State 
Governments examine the proposals referred to then an d also 
submit suggestions of their own regarding schemes considered 
by them to be suitable for inclusion in Central Plops. They 
indie ate particulars about the site where scheme is to be 
executed, its location, its accessibility and node o f transport 
available, the estimated cost and its present and potential 
importance as a tourism centra etc. 

In the Central Department of Tourism the Directors/ 
Assistant Directors dealing with the State for which propoosls 
are received examine the. sgiae in the light of policy guidelines, 
the priorities laid derm and avail ability of funds for the 
programme under which the scheme .1 all , end submit their views 
as to their appropriateness for inclusion/non- inclusion in the 
Five Year/Yearly Flan to the Joint Director General. 



The Travel Trade Section fumet ion in gun e’er r Deputy 
Director General has two Directors , one for Hotels #id the 
second 3 br Promotion. The Director, Hotels, is assisted 
by cue As si stent Accounts Officer and three Assistant 
Directors.' The Director, Promotion, has- three Assistant 
Directors wording with him, The Section in general performs 


the following functions': 

(i) After referring reports from State Governments 
on suitability of site from the point of view of 

■ foreign tourists , examines, 'and- approves new hotel 
projects. 

(ii) Sponsors-. twice ‘a year applications of Hoteliers 
and 'Gar Operators, etc. for import of stores and 
equipments Including spare .parts or second-hand 
imported cars to the Chief Controller of Imports 
and Exports, 

(iii) Determines and recommends foreign exchengp 
allocation to hotels with reference to their 
starr age and .bed capacity 5 

(iv) Hefers requests from hotel industry for employ- 
ment © f foreigners to the Department of Economic 
Affairs ? 

(v) Investigates complaints against hotels from 
tourists and refers them to the hotels concerned, 
for remedial act ions /comments ; 

(vi) Deals with other complaints such as those against 
customs authorities, shops etc. in a similar manner;: 

(vii) Approves hotel tariffs? 

(viii) Processes applications for Hotel Lo^i Funds 5 

(ix) Maintains liaison with travel agencies,, shikar 
outfitters, guides, shops? and 
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(x) Exaaines m £ sp proves applications for 
recommendation of travel agencies , car 
operators etc. 


Publicity aac in formation Section 

The Publicity Section is under a Deputy Director 
General who is assisted by one Director end live /jssistant 
Directors, Broadly, the Publicity Section performs the 
f olio yin g fun ctioas s 

(i) Offers hospitality to various categories of 
persons such 13 travel agents, airlines 
managers', sales managers-, travel writers , 
photographers, T.Y. -Film Producers, • etc, 
with a view to promote tourism in India and 
to help create better image for the country; 

(ii) Plans and £ oral ate s publicity and public 
relations programmes' in India gid abroad; 
an a 

(iii) In coll abore.tion wi th ITDG , produces tourists 
publicity literature for distribution to tourists 
offices, hoteliers, travel agents etc. 


Statistic:, and Research Sect ion 
The Statistics and. Sese arch Section operates under the 
administrative control of Deputy Director General and direct 
supervision of a Senior 3e search Officer. The Section is 
prim erily engaged in tabulating/processing statistical data 
t a’sen from 3sib arfe.ation/Disenberhation Cards .and classifies 
such Gat r- in accordance with nationality, sex, age groups , 
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income groups, occupation, purpose of visit etc* It receives 
periodically statistical statements from Regional Tourists 
Offices. The Section collects information pertaining to 
'tourists impressions ?siu tourists ’expenditure through ad hoc 
s staple su rveyo . 

/.eta in is trot Ion Section. 

•The Administration Section , under a Deputy Secretary, 
has two Section Officers and other supporting staff primarily 
responsible for house-keeping sad' establishment functions at 
the headquarters, 'regional dad field offices. 

Regional Offices 

The Regional Offices at "Bomb if, Calcutta, Delhi and 
Madras are each headed by a Director who is assisted by 
3 to 4 Assistant Directors, a number o f In formation Assistants 
an d other supporting staff . 

Whereas the Tourist Department at headquarters formula- 
tes policy, 1 ays' '"down the guidelines and ; tahes up problems 
with other ministries on policy level, the actual implementation, 
of tourist polio ies t ties place through the Regional Offices. 
Some of the important functions performed by the Regional 
Offices are &s f oil o~js t 

(i) The reception of foreign tourists at international 
airports m d seaports ? rendering assistance through 



(ii) 


(iii) 


(lv) 


(v) 


(vi) 


health, immigration aac customs formalities j 
maintaining liaison mth airlines, shipping 
companies, railway authorities, civil aviation, 
and port authorities , KIM* and State Transport 
Corporations in natters concerning tourism. 
Maintaining tourist information counters at all 
the important tourist centres, hotels, airports 
and seaport etc. 

Compiling of ad -'bringing up- to -date tourist 
information in - detail and disseminating the 
same to foreign end Indian . t curls ts , to travel 
agents, airlines, etc .-keeping the travel agents, 
airline offices ana hotel counters rith up-to- 
date tourist literature me displ & materials , 

Putting up attractive tourist iispl ?js at the 
airports, railway terminals and. reservation 
offices, hotel Lndor/s and lour, -as :sto , 

Maintaining close contacts with hotels, car 
operators, travel agents etc, and' looking into 
tourist complaints regarding these ma rendering 
assistance in resolving disputes anic ably v.lth 
th ese. 

Inspection of existing an d pier travel agencies, 
car operators, shikar outfitters and shops patronised 
by tourists for extension of recognition or grant 
of initial recognition. 
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Looking after tfce departments! guest (travel 
writers, travel editors, W and travel -fila 
producers m d travel agents etc . } ? &rrm ging 
for theai accommodation, siM^faeeiiag tours, 
shopping and cultural ent oat s etc. 



